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iv 
Service-learning is an impactful and popular experiential pedagogy at the higher 
education and secondary school level, in Hong Kong and worldwide. By nature, 
as a pedagogy that brings students out of the classroom to serve communities in 
need, service-learning relies on the collaboration of a diversity of stakeholders, 
including students, instructors, community partners, and the educational 
institutions. The philosophy behind service-learning is that as students learn, 
they contribute to the community. The community thus plays a part in the 
students’ education and gains benefits in return.  
Most previous research in service-learning has focused on its benefits for 
students’ developmental outcomes. There is relatively little research on the 
impact of service-learning on the community partners or the served community. 
Part of the reason is that while there exist many ready-to-use instruments that 
measure different aspects of student learning, community impacts are harder to 
measure.  
We hope that the Community Impact Feedback Questionnaire (CIFQ) will help to 
fill this evaluation and research gap. The CIFQ is designed to capture the impact 
of service-learning on the community partners and service recipients, from the 
community partner's perspective. It assesses the impact on the community 
partners from three aspects: furthering their mission, augmenting their resources, 
and acquiring knowledge, insights, ideas and techniques. It also includes items 
that measure the extent to which the service project benefitted the service 
recipients, and items that cover overall impact, retention and recommendation, 
through which we hope to obtain a holistic picture with key performance 
indicators.  




Dr Grace NGAI 
Head of the Service-Learning and Leadership Office 
Associate Professor of the Department of Computing 
The Hong Kong Polytechnic University 
v 
deployed in the field. For convenience, a Chinese version of the CIFQ is also 
included in the Appendices. We hope that the Chinese version will encourage 
our community partners to engage in community impact evaluation together, and 
that the inputs they contribute can be translated into good practices that will 
further the field of service-learning and bring deeper and more sustainable 
impact to the community.  
The development of the CIFQ was funded by the University Grants Council as 
part of the project "Cross-institutional Capacity Building for Service-Learning in 
Hong Kong Higher Education Institutions" (PolyU4/T&L/16-19), which aims at 
enhancing and supporting the development of service-learning as an effective 
pedagogical strategy. This project is a cross-institutional effort involving The 
Hong Kong Polytechnic University, Lingnan University, Hong Kong Baptist 
University, and The Education University of Hong Kong. In particular, the 
development of the CIFQ is the result of a collective effort from the above 
universities, in partnership with experienced community organizations, and 
involved a rigorous development and validation process. In this sense, the CIFQ 
marks another milestone in the history of service-learning development in Hong 
Kong, whereby educational institutions and community organizations collaborate 
to further the state of the art in service-learning, for the betterment of all 
stakeholders.  
I invite schools involved in service-learning and their community partners to 
adopt the CIFQ, and to share your results with the research and practice 
community, for the benefit of all. Finally, I would like to thank all the colleagues, 
fellow researchers, and community partners who participated in the development 
of the CIFQ.  
 
February 2021 
Hung Hom, Hong Kong 
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OVERVIEW 
Service-learning is an experiential pedagogy designed to benefit all 
stakeholders, comprising students, educational institutions, instructors, and 
perhaps more importantly, community partner organizations (CPOs) and the 
community as a whole. Through serving the community via the CPO, students 
consolidate their knowledge and skills while applying these in real-life situations. 
Effective service-learning, therefore, should demonstrate community impact as a 
result.  
However, the community impacts arising from service-learning have not been 
well demonstrated in past research. One reason for this has been the lack of an 
effective, standardized tool for measuring the impacts. To address this problem, 
Lingnan University, in collaboration with The Hong Kong Polytechnic University, 
Hong Kong Baptist University, and The Education University of Hong Kong, 
consolidated relevant research findings into a conceptual framework about the 
community impact of service-learning, from which the Community Impact 
Feedback Questionnaire (CIFQ) has been developed.  
The primary objective of the CIFQ is to serve as a standardized and reliable 
assessment tool for measuring the extent to which a service-learning project is 
perceived to have various kinds of community impact. The CIFQ is also designed 
to capture community impacts from the service recipients’ perspective, via the 
CPO as the service recipients' proxy.  
This manual explains the process of how the CIFQ was developed and validated. 
It also explains how the CIFQ should be administered and scored, and how its 
results can be interpreted. We envisage that if the CIFQ can be widely adopted, 
a more complete and reliable data set regarding community impacts arising from 
service-learning can be obtained. A fuller picture of the community impacts 
arising from service-learning can help inform how to further advance this 
experiential learning methodology, and how to derive further benefits for CPOs 
and the wider community.  
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LITERATURE REVIEW 
THE DEVELOPMENT OF SERVICE-LEARNING IN HONG KONG  
The history of service-learning in Hong Kong’s tertiary education sector began 
when Chung Chi College of the Chinese University of Hong Kong first adopted 
service-learning as a form of volunteering or social services in 1995 (Ma, 2018). 
A decade later, Lingnan University established the first Office of Service-
Learning in 2006 to integrate service-learning in their undergraduate curriculum 
(Ma & Chan, 2013).  
Since then, service-learning has developed rapidly, in the supportive context of 
the educational reforms by the HKSAR government, through which developing 
students into responsible citizens was emphasized (for details, see Snell & Lau, 
2020).  
Nowadays, service-learning has already been adopted by all government-funded 
universities in Hong Kong, as well as by some private universities, such as the 
Hang Seng University of Hong Kong. Furthermore, Lingnan University and The 
Hong Kong Polytechnic University have even made completion of a service-
learning course an undergraduate graduation requirement (see Shek et al., 
2015; Lau & Snell, 2020a).  
The growth of service-learning in Hong Kong has been reflected in a multitude of 
service-learning projects. For example, in academic year 2019/20, Lingnan 
University alone organized 60 service-learning projects, involving more than 700 
students undertaking a total of more than 37,000 service hours, serving over 
5,300 beneficiaries in the community.  
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COMMUNITY IMPACT ARISING FROM SERVICE-LEARNING  
Given that service-learning is operating on a large scale, one might imagine that 
its community impacts should have been extensively researched and 
demonstrated. On the contrary, the community impacts of service-learning have 
largely gone unstudied. This lack of attention may reflect that academics have 
prioritized student development, and that there appears to have been no prior 
standardized and reliable measurement tool (for details, see Cruz & Giles, 2000; 
Farahmandpour & Shodjaee-Zrudlo, 2015; Lau & Snell, 2020). As a step toward 
filling this gap, we reviewed the relevant literature documenting the community 
impacts arising from service-learning, and consolidated them into a conceptual 
framework, applicable to Hong Kong.  
Some papers depicting the community impacts arising from service-learning 
were identified. The first one is by Driscoll et al. (1996), which developed a case 
study model for measuring the community impact of service-learning on 
community partner organizations. They identified ten areas of potential impact for 
a CPO. The first area concerned the impact on the nature of the CPO’s 
partnership with the university. The second concerned the CPO’s involvement 
with the community. The third was about the perceived capacity of the CPO to 
serve clients. The fourth involved economic benefits for the CPO and/or the 
community. The fifth concerned social benefits for the CPO and/or the 
community. The sixth concerned new insights about the CPO’s operations/ 
activities. The seventh concerned awareness of the university within the 
community. The eighth concerned establishment of ongoing community 
relationships involving the CPO. The ninth entailed identification of prospective 
employees for the CPO. The tenth concerned the level of satisfaction by the 
CPO with the interaction with the partner university.  
Subsequently, Clarke (2003) created a 3-Is model for non-profit organizations, by 
focusing on the dynamic nature of the community impact of service initiatives 
and specific service-learning programs. The three Is in the model are: a) the 
Initiators of the service; b) the community service Initiative; and c) the community 
Impact of the service, including the results achieved for the community through 
the service-learning projects, from the perspectives of the community partners 
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and the university.  
Around the same time, Gelmon (2003) developed a theoretical framework, 
addressing the community impacts of service learning, from the perspective of 
the CPO. Their framework subsumes seven types of community impact. These 
comprise: a) capacity to fulfil organizational mission; b) economic benefits, c) 
social benefits, d) nature of the community-university partnership, e) nature of 
the community-university interaction, f) satisfaction with the partnership, and g) 
sustainability of the partnership.  
Table 1 summarizes the community impacts suggested by the above literature, 
and some common themes emerge as below. First, the nature of the community-
university partnership. Second, the sustainability of the community-university 
partnership. Third, satisfaction with the community-university partnership. Fourth, 
perceived impact on the capacity of the CPO. Fifth, degree of assistance in 
furthering the mission and values of the CPO. Sixth, extent of increase in 
awareness of the role of the university. The last three of these directly concern 
impacts on the CPO and the community.  
The above literature review indicated that two more domains of potential 
community impact can be included in our model. First, CPOs and the community 
can benefit from knowledge transfer from a partner university, given the latter’s 
role as a knowledge powerhouse. Second, CPOs may be better able to identify 
prospective employees through interacting with students during service-learning 
projects.  
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No Driscoll et al. (1996)  
Survey Items  
of Clarke (2003)  Gelmon (2003)  




and interaction  
02 Involvement with  
community  
Community participated in 
goals/ Project helped the 
community meet goals  
 
03  Project had a goal to serve 
the community  
 
04 Perceived capacity to 
serve clients  
Community gained access to 
resources  
Capacity to fulfil 
organizational  
mission  
05 Economic benefits  Community was served/  
Project gave something of 
value  
Economic benefits  
06 Social benefits  Community was served/  
Project gave something of 
value  
Social benefits  
07  Helped me (a service recipi-
ent) become active  
 
08  Helped residents (service 
recipients) with control  
 
09 New insights about  
operations/ activities  
  
10  Project worked well   
11 Awareness of the  
university  
University was a source of 
help/ clear idea why the uni-
versity was involved  
 
12 Establishment of  
ongoing relationships  
Community/ university  
partnership improved  
Sustainability of the 
partnership  
13 Identification of  
prospective employees 
for the CPO  
  
14 Satisfaction with the 
university interaction  
 Satisfaction with the 
partnership  
15  Community satisfied   
16  Desired additional student 
projects  
 
Table 1. Domains of Community Impact from the CPO’s Perspective  
Source: Lau & Snell (2020).  
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HOW THE CIFQ WAS DEVELOPED 
CONCEPTUAL FRAMEWORK 
Based on the literature review in the previous section, a conceptual framework 
was developed to capture the major domains of community impact arising from 
service-learning.  
Figure 1 represents the conceptual framework, which comprises two major 
components: CPOs and end-beneficiaries who receive direct or indirect service 
through service-learning projects. For CPOs, there are three major domains of 
community impact. The first is increased capacity level. The second is 
furtherance of goals and values. The third is knowledge or insights gained.  
For the end-beneficiaries, two major impact domains, namely needs fulfillment 
and enhancement of quality of life, were defined. In addition to being a direct 
beneficiary of service-learning, CPOs may also serve as an intermediary in 
conveying community impacts to end-beneficiaries. For details, please refer to 
Lau & Snell (2020).  
Figure 1. The Conceptual Framework of Community Impacts Arising from Service-Learning 
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EMPIRICAL EVIDENCE THROUGH A QUALITATIVE STUDY  
The above conceptual framework was confirmed by a qualitative study that was 
based on semi-structured interviews with partner organization representatives 
(PORs) of 13 local and global CPOs. Besides confirming the framework, the 
study provided additional insights, given next.  
Positive community impacts for the CPOs reported in the qualitative study 
included: a) achieving project goals to further the CPO’s mission; b) augmenting 
the resources of the CPO; and c) gaining by the CPO of new knowledge, 
insights, ideas, and techniques. Furthermore, the positive community impacts for 
the end-beneficiaries, as reported in the qualitative study, matched with the 
concept of needs fulfillment and enhancement of quality of life in the framework 
in Figure 1, given above. However, some negative community impacts were also 
identified, reflecting occasions when service-learning had been mismanaged. 
These adverse impacts included: a) compromised or absent contributions to 
CPOs; b) extra workload deemed unexpected and undesirable for CPOs; c) 
perceived waste of resources by CPOs. For details, please refer to Lau et al. 
(2020).  
The results of the qualitative study reported in the previous section, along with 
the earlier literature review, informed the construction of a draft Community 
Impact Feedback Questionnaire (CIFQ), designed to measure the community 
impacts arising from service-learning, from the CPO's perspective. The CIFQ is 
designed as a self-reporting questionnaire for collecting the opinions of PORs of 
their CPOs about the three major types of potentially positive community impact, 
by using rating questions of a Likert scale.  
 
 
How the CIFQ was Developed   9 
HOW THE CIFQ WAS VALIDATED 
A draft CIFQ was created for validation purposes. As stated above, the CIFQ 
comprises mainly Likert-scale items. The first 16 items covered the three major 
types of potential community impact. These were: a) achieving project goals to 
further the CPO’s mission; b) augmenting the resources of the CPO; and c) the 
CPO’s gaining of new knowledge, insights, ideas, and techniques. Two more 
items, addressing end-beneficiaries’ needs fulfillment and quality of life 
enhancement were included. Another two negatively framed items were 
developed to capture what might happen for CPOs if a service-learning project 
were to be mismanaged. Finally, four items of overall assessment were added.  
The draft 24-item CIFQ was then subjected to peer validation by employing the 
Delphi technique, which is commonly used with issues and items that are subject 
to controversy and where there is limited prior research. The Delphi technique 
collates ideas generated from members of a Validation Panel made up of 
knowledgeable practitioners through two to three rounds of anonymous idea 
consolidation (Iqbal & Pipon-Young, 2009). These knowledgeable panelists’ 
responses were reviewed by a Questionnaire Development (QD) Panel for the 
CIFQ. The QD Panel, comprising members with expertise in the delivery of 
service-learning, decided on modifications to the draft CIFQ based on the 
responses of the Validation Panel.  
On the Validation Panel, there were 16 knowledgeable members, comprising 
local community-facing practitioners with experience of supporting service-
learning within a university, and/or of supporting service-learning as PORs of  
CPOs. The Delphi study involved three rounds. The validity of the three major 
community impact types included in the CIFQ was confirmed. However, a 
number of modifications to items in the draft CIFQ were requested.  
First, the Validation Panel indicated that the two items indicating negative 
community impacts should be removed, because they were perceived as unlikely 
and inapplicable. The QD Panel concurred. Second, the item of recruiting talent 
for the CPO was dropped because the Validation Panel could not reach 
agreement about its relevance. Third, the item for overall satisfaction was 
dropped on the grounds that it was not directly related to community impact. 
Fourth, the wording and content of some items were revised, in order to better 
specify the impact that they intend to measure. Fifth, the option of "N/A" (not 
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applicable) was created for most items.  
Finally, a commentary section with two open-ended questions was 
recommended by the QD Panel, for comments that are not amenable for 
capturing through other items. The first of these questions asks for general 
comments, while the second asks for suggestions about how to make service-
learning more useful in the future.  
Following the Delphi study, the draft CIFQ was modified into a 22-item version. 
The first 15 items cover the three major community impact types, followed by two 
items covering impacts for direct service recipients, and then three items 
covering overall assessments (comprising generally positive impacts, retention of 
services, and recommendations). At the end of the questionnaire, there is a 
commentary section with two items. Please refer to Appendices for the finalized 
CIFQ, and to the article by Lau and Snell (2021) for the details of this validation 
exercise.  
12    How the CIFQ was Validated 
DEFINITIONS OF THE TYPES OF COMMUNITY 
IMPACT MEASURED BY THE CIFQ 
This chapter provides the definitions of the three major types of community 
impact for CPOs arising from service learning, as reference points for service-
learning practitioners and researchers. In addition, the impact areas addressed 





Description  Definition 
For CPOs (Items 1 to 15)  
1-5 Achieving project 
goals to further 
the CPO’s mission  
The extent to which a service-learning project has 
been able to assist the CPO in advancing their 
mission by providing tangible outputs, enhancing 
service quality, promoting organizational image, 
and building a larger client base. 
6-10 Augmenting 
resources of the 
CPOs  
The extent to which a service-learning project has 
been able to assist the CPO by generating 
financial resources, providing human resources, 
building organizational networks, improving work 




insights, ideas and 
techniques  
The extent to which a service-learning project has 
been able to provide inspiration and advice for 
improving the CPO’s operation and development, 
such as by reviewing usual work practices, 
enhancing techniques, and providing new 
knowledge and experience.  
For Service Recipients (Items 16 & 17)  
16 Bringing benefits 
to service 
recipients 
The extent to which a service-learning project has 
been able to bring benefits to service recipients 
so that their needs have been fulfilled, as 
perceived by the CPO.  
17 Improving the  
well-being of 
service-recipients 
The extent to which a service-learning project has 
been able to ultimately improve the well-being of 
service-recipients, as perceived by the CPO.  
Overall Assessment (Items 18 to 20)  
18 Creating positive 
impact for my 
organization  
Overall, the extent to which a service-learning 
project has been able to create positive impacts, 
as perceived by the CPO. 
19 Encouraging 
CPOs to continue 
partnering in 
service-learning 
The extent to which the CPO would like to 
engage in service-learning again in the future 
based on their involvement in the service-learning 
project this time. 










The extent to which the CPO would recommend 
service-learning to other organizations based on 
their experience of involvement in the service-
learning project this time.  
Commentary Section (Items 21 & 22)  
21 Changes to make 
the service- 
learning project 
more useful in the 
future 
Opinions regarding room for improvement in the 
future  
22 Other comments Other comments that the above items cannot 
capture  
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ADMINISTERING THE CIFQ 
ADMINISTRATION 
The CIFQ has been developed as a feedback questionnaire for completion by 
PORs of CPOs about a service-learning project that they have partnered in. The 
CIFQ is not envisaged to be a tool with measures of psychometric properties, 
such as validity and reliability, that would lend themselves to sophisticated 
statistical analysis. Nor has the peer validation with the Delphi technique, which 
was based on a small sample, endorsed the likelihood of such validity or 
reliability. Therefore, it is not recommended that the scores of items under the 
same community impact type are aggregated for comparison at category levels. 
Nonetheless, we encourage PORs of CPOs to compare scores at the item level 
across the service-learning projects that they have been involved in and even 
against where other CPOs have been partners. The creation of a centralized 
database, which aims to provide benchmarks for such comparisons is underway.  
Regarding the timing of administration, PORs of CPOs are encouraged to 
complete the CIFQ immediately after their service-learning projects have 
finished, such that they can recall the associated experiences and perceptions.  
We suggest that upon completion of the CIFQ by PORs of CPOs, there could be 
discussions between them and university-based service-learning practitioners 
and researchers about low scoring items, e.g., those scoring 5 or below, in order 
to ascertain why the scores are low. Such issues could be further investigated 
through follow-up interviews or focus groups. Moreover, PORs of CPOs and 
service-learning researchers are also encouraged to pay special attention to the 
scores obtained for the impacts at the end-beneficiary level.  
CHINESE TRANSLATION OF THE CIFQ  
Owing to concerns that many PORs of CPOs in Hong Kong, as well as the  wider 
Greater China region, prefer answering questionnaires in Chinese, the research 
team has provided a Chinese CIFQ, which follows the original English version in 
the Appendices. The Chinese version has undergone a rigorous translation and 
validation process, involving back-translation and professional translation by two 
professors with expertise in questionnaire translation.  
Administering the CIFQ   17 
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ACCESS FOR THOSE WITH SPECIAL NEEDS OR A DISABILITY  
Administrators of the CIFQ should ensure that all those (i.e., PORs of CPOs), 
who wish to provide their responses are able to do so. Some standard 
administration procedures may be unsuitable for those with special needs or a 
disability. For example, some individuals may not have access to a computer or 
electronic device for answering the CIFQ, while some with a visual disability may 
be unable to read the printed questionnaire. There may also be language 
barriers. Processes of administration may need to be adapted to accommodate 
such individuals. 
Possible measures for widening accessibility include providing an interpreter for 
those who cannot understand the language medium adopted for the CIFQ, and 
offering braille copies of the questionnaire for those who are visually impaired. 
CPOs should note that the issues mentioned here are not exhaustive. It is 
recommended they seek professional advice and information on operation.   
26    Appendices 
